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Key Performance Indicators

Average Respondents: 61
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Customer Satisfaction Indexes

Average Respondents: 63
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Overall IT Professional Services

Average Respondents: 48
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Overall Communication, Collaboration & 
Desktop Services

Average Respondents: 47
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Overall IT Infrastructure Services

Average Respondents: 47

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Statewide IT Planning Statewide IT 
Procurement

Enterprise Architecture Enterprise Project 
Management & 

Oversight

Very Dissatisfied

Dissatisfied

Satisfied

Very Satisfied

State of North Dakota
Information Technology Department
2009 Customer Survey

Overall IT Policy & Planning Services

Average Respondents: 48
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Service Desk

Average Respondents: 15
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Software Development

Average Respondents: 10
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Business Consulting

Average Respondents: 8
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Project Management

Average Respondents: 9
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Records Management

Average Respondents: 10
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Content Management

Average Respondents: 7
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Email

Average Respondents: 10

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

O
ve

ra
ll

A
va

ila
b

ili
ty

 &
 

P
er

fo
rm

an
ce

P
ro

fe
ss

io
n

al
is

m
 

&
 C

o
u

rt
es

y

K
n

o
w

le
d

ge

Ti
m

el
in

es
s

Q
u

al
it

y

V
al

u
e

Very Dissatisfied

Dissatisfied

Satisfied

Very Satisfied

State of North Dakota
Information Technology Department
2009 Customer Survey

Instant Messaging

Average Respondents: 7
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Telephone

Average Respondents: 11
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Video Conferencing

Average Respondents: 6
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Fax

Average Respondents: 7
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File & Print

Average Respondents: 8
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Statewide Network

Average Respondents: 8
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Application Hosting

Average Respondents: 8
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Statewide IT Planning

Average Respondents: 8
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Statewide IT Procurement

Average Respondents: 8



0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

O
ve

ra
ll

A
va

ila
b

ili
ty

 &
 

P
er

fo
rm

an
ce

P
ro

fe
ss

io
n

al
is

m
 

&
 C

o
u

rt
e

sy

K
n

o
w

le
d

ge

Ti
m

el
in

e
ss

Q
u

al
it

y

V
al

u
e

Very Dissatisfied

Dissatisfied

Satisfied

Very Satisfied

State of North Dakota
Information Technology Department
2009 Customer Survey

Enterprise Architecture

Average Respondents: 9
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Enterprise Project Management & Oversight

Average Respondents: 7
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Builds Strong Relationships
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Preferred IT Provider
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Positive Customer Experience
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Easy to do Business With
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Aligned with Mission
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Availability & Performance
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Professionalism & Courtesy
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Timeliness
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Services Meet Business NeedsProvides Technology Direction
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Software Development
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Service Desk
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Email
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Records Management
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Value
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Statewide Network
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Application Hosting
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Statewide IT Procurement
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Statewide IT Planning
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Enterprise Architecture
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Telephone
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